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Abstract
A digital era of consumerism and the diversity of customer’s background have brought a new perspective in customer service 
field. As marketplace environment become broader, the expectations of customer continue to rise. This is very important and 
challenging task to be done by most banks and financial institutions. Hence, this paper aims to propose a conceptual framework 
on frontline’s personality traits and its relationship towards their job performance in financial and banking industry. The five-
factors in Big-five Model are used as critical dimensions that possibly provide empirical evidence in relation to frontlines’ job 
performance. Those dimensions or traits are namely as openness to experience, conscientiousness, extraversion, agreeableness 
and emotional stability. Subsequently, the consequences of personality traits on the multiple types of job performance are further 
elaborated in this paper too. It is includes task performance and contextual performance. On the other hand, it is expected that the 
propose framework of this study will assist organizations in delivering high service quality through proper study on their 
frontline’s personality traits itself. 
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1. Introduction 
According Malaysian Economic Report 2013-2014, a strong domestic consumption is expected to boost many 
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services sectors in Malaysia. One of the industries stated is financial industry. A stiff competition among today’s 
financial institutions especially banks is undeniable issue to be discussed. In order to remain as an industry player, 
each banks have to work hard either in the state of creating or retaining their competitive advantage. 
According to Gustaffson (2009), the frontline employee has become the central point for customer in determining 
the level of service quality offered by their financial service provider. It has been an important weapon in 
differentiating strategy as a means in achieving a competitive advantage. The reasons why the frontline employees 
are crucial to the organization are because, most organizations rely on benefits gain from every touch points with 
customers that enable them to build a strong customer relationships by gathering customer information, creating 
customer satisfaction, loyalty as well as the brand commitment (Burmann and Konig, 2011; Fang et al., 2011). In 
simpler words, the frontline employees are the “interface” to the organization in servicing each of their customers or 
even potentials. Obviously, today’s customer demand fast, accurate, and a quality consistent services from 
organizations (Malhotra et al., 2012). Therefore, companies’ frontline employees play an important role in 
enhancing customers’ satisfaction by fulfilling their needs and wants. 
Unfortunately, studies conducted by the past researchers are not focusing specifically on financial industry 
(Rothman and Coetzer, 2003). In reality there are possibilities that frontline’s personality traits would be required 
differently based on nature of the industry. Other than that, in some cases, each Big-five dimensions were not tested 
independently. It has been measured in overall and proven results of which dimensions are actually influenced the 
frontline’s job performances are failed to be produced. Therefore these relations are largely unexplored. Due to that, 
the objective of this conceptual paper is to understand the frontline employees’ personality traits towards job 
performance in banking industry. 
2. Literature Review 
2.1. Job Performance
Customer satisfaction and loyalty in the hospitality business will greatly depend on frontline service providers 
(Uysal and Magnini, 2010).  Nevertheless, Peterson and Park (2006) hypothesized that the right behavior can be 
productive and profitable to the organization. Therefore, job performance is the way of how employees perform 
their work in dealing with customers. It has become an important dimension used by organization in order to 
measure employees’ performance ability. According to Motowidlo et al. (1997), job performance is divided into two 
distinct main points which is task performance and contextual performance. Task performance is an action that 
contributes to perform a job to generate expected and precise outcome while contextual performance is the 
effectiveness of the workers in performing their job which supported by their personal behaviour, social and 
physiological ambience of the workplace. Hence, the literature on the related with this study will be reviewed.
2.1.1 Task Performance
Task performance consists of job-specific behaviors including core job responsibilities, for which the primary 
antecedents are likely to be ability and experience. Motowidlo et al. (1997) highlighted that task performance has a 
stronger association with cognitive ability variables. It has been echoed by Decuir (1999) in his study, the researcher 
stated that coworkers’ or supervisors’ labeling a task performance as positive is believed to influence one’s attitude 
toward one’s work. According to Griffin et al. (2000), the key elements of task performance include maintaining 
situation awareness, executing control actions, performing communication tasks and operating facilities. To 
conclude, when employees use technical skills and knowledge to accomplish a task, they are engaging in task 
performance (Van et al., 2000). Therefore, frontline employees need to adapt themselves in structured situations as 
their actions determine whether a customer becomes a brand evangelist or detractor.
2.1.2 Contextual Performance
By contrast, Borman and Motowidlo (1993) proposed expanding the job performance criterion domain to include 
contextual performance in addition to task performance as the aspects have often been ignored by the researchers. 
Therefore, the researchers intended to further the knowledge of selection test validity by proposing that contextual 
performance would be better predicted by personality measures, and task performance would be better predicted by 
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ability and experience. Contextual performance consists of non-job-specific behaviors such as cooperating with co-
workers and showing dedication, for which the primary antecedents are likely to be volition and personality
(Borman and Motowidlo, 1993). It is indeed a good trait for frontline employees as they are dealing with the current 
situation, as what happen now. Furthermore, it was hypothesized by Conway (1991) that contextual performance 
would contribute uniquely to overall performance.  The research also suggested that workers paid more attention to 
interpersonal facilitation whereas supervisors paid more attention to task performance when making overall 
performance ratings.  Examples of task performance dimensions for a sales job according to Borman and Motowidlo 
(1997) will be Product Knowledge, Closing the Sale, and Organization and Time Management. 
2.2. Personality Traits
By using Big Five Model, this study explores the personality traits and job performance among frontline in 
banking industry.  All of the dimensions are use as a main construct and the items for each construct based on the 
mix study of past research on personality traits and job performance.  
2.2.1. Extraversion
Extraversion is a trait when an individual tend to be sociable, outgoing, gregarious, expressive, warm hearted and
talkative (Lounsbury et al., 2012).  Individuals with highly extroversion trait will be more energetic, assertive, 
outgoing and dominant in social situations (Peeter et al., 2006), strive for position power, impulsive decision making 
and risk-taking behavior (Barry and Stewart, 1997), good social skills (Beatty et al., 1996), in determining relational 
role of the customer service provider in the service industry. On the other side, the individual who has associated 
with this trait possess the personality of hostility, anger and dissatisfaction and could inevitably impact the service 
delivery and problem solving approach (Rajiv et al., 2013).  According to Amirkhan et al. (1995), avoidance 
behaviors of extravert individual may weaken the business relationship and has been proven negatively impact the 
relationship (Morrison, 1997).  This might be happened because of dominant feature of this trait in granting status to 
oneself at the cost of others (Rajiv et al., 2013). From the negative view, this situation might impact mutual 
understanding of partner values and goals, cooperative and problem solving.  Past literature shows extraverted 
person posses a behavior such criticizing and coercion which may recognize as disrespectful, damage the trust and 
creates the conflict in the relationship between parties (Rajiv et al., 2013).  
2.2.2. Conscientiousness
Studies done in USA by Lounsbury et al. (2012) defined conscientiousness as a trait associated with 
dependability, reliability, trustworthiness and inclination adhere company rules, norms and values; industriousness, 
perseverance and sense of duty (Eric, et al., 2005). Individual who report the high scores on conscientiousness more 
dependability, achievement oriented and display goal-motivated behaviors (Catino 1992).  Barrick and Mount, 
(1991) has confirmed that this trait is valid predictor for good job performance in various occupational groups
especially in highly autonomous work situations.  On the other hand, Mount et al. (1998), individual who have
strong conscientiousness trait act well in customer service field.  Customer service work requires service provider 
become dependably and follow procedure and rules, it suit well the trait of conscientiousness. For instance, 
customer service occupation positively exhibited higher level of conscientiousness (Lounsbury et al., 2012).  
2.2.3. Agreeableness
Agreeableness is a vital component of social attitude in terms of interaction among group members, interpersonal 
relationship, blending with others (Yang, et al., 2014) and positively correlate with teamwork and negatively 
affected leadership abilities (as cited by ETS, 2012). The attributes such as kindness, likeability and thoughtfulness 
would lead successful relationships (McCrae and Costa, 1991) and increase performance and motivation among co-
workers. Numerous studies stated, agreeableness was a best factor to predict a job performance (Yang and Hwang,
2014) that positively relate to job satisfaction (Azizi et al., 2012). Excessive agreeable people were propensity being 
kind, cooperative, modest and attentive to others, flexible, forgiving and courteous (as cited by Hasso 2013). 
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Agreeableness was positively related to customer service orientation (Brown et al., 2002; Licata et al., 2003) where 
frontline employee predisposed to perform well and enjoyed the work related to serving customers (Brown et al., 
2002; Donavan et al., 2004; Yavas and Babakus, 2009).
2.2.4. Emotional Stability
Frontline employees with high emotional stability feel easy to adapt with new environment, remain calm in 
difficult situation, peacefulness, confidence and receptive (Halim et al., 2011) would excel in customer service field 
since they are emotionally stable in stressful situation (Yavas and Babakus, 2009).  Individual with ability to control 
stress, anxiety and depression (Costa and McCrae, 2004) strongly related to job performance that involved 
teamwork (Yang, and Hwang, 2014). Dealing with challenging customers with multiple request, complaint and 
demand require high emotional tolerate (Lounsbury et al., 2012). Conversely, employee with low emotional stability 
or neuroticism have a tendency to be irritated, depressed, unconfident, worried, emotionally reactive, fear, insecure, 
anxious, defensive or compulsive (Foulkrod et al., 2010; Halim et al., 2011; Hasso, 2013). Thus, neurotic 
individuals vulnerable to stress, lack of concentration and emotions when dealing with work stress (Barling and
Boswell, 1995) that associated with poor social skills and lack of trust in others (as cited by Azizi et al. 2012).  This 
type of person would face a difficult time dealing with top management, colleague and customers. (Lounsbury et al., 
2012). 
2.2.5. Openness to Experience
Numerous study stated, openness to experience is positively related to job performance (Lounsbury et al., 2012)  
and lead to job satisfaction where the employee with open minded tend to be creative, smart, eager to try new things, 
imaginative, thoughtful, intellectual, and being independent (Yang and Hwang, 2014; Hasso, 2013; Ames and 
Bianchi, 2008). By using unique and innovative method, productivity and creativity among employee in a workplace 
will be increase (as cited by ETS, 2012).  In addition, Individual with open-mind and easy going also has been 
identified by sociologies as healthier, mature thinking and action, contradict with close minded people, who feel 
more sensitive in terms of emotions and love, self-centered and argumentative (Azizi et al. 2012). Meanwhile, 
Ames and Bianchi (2008) interpret negative valence for this group as dull, uninterested, dumb and try to avoid the 
risk and prefer the familiar environment.  
2.3 The Influences of Personality Traits on Job Performance
The viewpoints of personality traits effect job performance has been demonstrated by many scholars.  Person 
with great agreeableness mix together into group faster and develop relationship easier (Yang et al., 2014) thus 
significance job performance (Mount, et al., 1998). Furthermore, as frontline employees’ job requires interpersonal 
interaction and cooperation with others, agreeableness could be one of the trait predictor job performances (Barrick
et al., 1998; Mount et.al, 1998). In short, individual with strong conscientiousness trait perform better in job because 
they are responsible, careful, hardworking and reliable. (Barrick and Mount, 1991; Tett, et al., 1991). Moreover, as 
proposed by Salgado (1997), emotional stability trait is very important especially when involve jobs that require 
teamwork as they able to control temper, endure pressure, thus making one pleasant to others and attaining excellent 
job performance (Mount et al., 1998). Individual with strong extraversion trait is sociable, assertive and active, 
avoid having conflict with others, and therefore could produce good job performance (Hurtz and Donovan, 2000). 
Salgado (1997) has emphasized individual with strong openness to experience trait willingly to accept new 
challenges and eager to trying out new experiences, thus effect job performance.
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3. Proposed Conceptual Framework
In order to conduct this study, personality treats is served as independent variable (IV) which comprises five 
major constructs: Extraversion, Conscientiousness, Agreeableness, Emotional Stability and Openness to Experience.  
Meanwhile job performance is label as the dependent variable (DV).  
                   Independent Variables                      Dependent Variable
Fig. 1. Conceptual Framework
Based on the framework above, hypothesis will test as the following:
H1a: There is a significant relationship between extraversion and job performance among bank’s frontline 
employees.
H1b: There is a significant relationship between conscientiousness and job performance among bank’s frontline 
employees.
H1c: There is a significant relationship between agreeableness and job performance among bank’s frontline 
employees.
H1d: There is a significant relationship between emotional stability and job performance among bank’s frontline 
employees.
H1e: There is a significant relationship between openness to experience and job performance among bank’s 
frontline employees.
4. Methodology
This study seeks to analyse the relationship between personality traits and frontline employees’ job performance 
in banking industry. A correlational study will be undertaken in order to test the overall variables of personality 
traits towards job performance. The variables proposed in this conceptual study will be used as the predictors for the 
dependent variable. Referring to what has been suggested by Salkind (2010), 200 respondents will be chosen from 
government-linked banks’ frontliners in Klang-valley. Convenience sampling is a kind of non-random sampling in 
which members of the target population, are selected for the purpose of the study (Dornyei, 2007). It is expected that 
dual language (English and Malay) questionnaire will be distributed to all respondents.  The future correlation 
results of this study will be use to answer the research question. Statistical Program for Social Analysis (SPSS), 
version 20 will be used for data coding, processing and analysing. The source of instruments and the reliability of 
the constructs are presented in Table 1 as below:
Personality Traits
Extraversion
Conscientiousness
Agreeableness 
Emotional stability
Openness to experience
Job Performance
Contextual Performance
Task Performance
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Table 1. Source of instrument
Variables Source
Job Performance
(i) Task Performance
(ii) Contextual Performance
Personal Traits 
(i) Extraversion
(ii) Conscientiousness
(iii) Agreeableness 
(iv) Emotional stability 
(v) Openness to experience
Griffin et al. (2000)
Motowidlo et al. (1997) and
Borman and Motowidlo (1993)
Meyer and Allen (2013)
5. Conclusion and Implication
Intrinsically, determining employees performance is a vital as it is believed to have a direct impact factor 
towards the overall organization performance. However, with resources constrained faces by today’s banking 
industry, organizations can implement a strategy for improving customer experience by hiring talented customer 
service representatives. A good strategy implementation will yield tangible benefits for both company and its 
customers. This study highlights how organization determines which candidate is suit to be the frontline. A part 
from that, workplace such as in banking environment and the job design that suits to frontline’s personality traits 
contribute to employee behaviors which produce results for customers (Heskett et al., 1997). This is in-line with the 
tagline of ‘happy employee, happy customers’ (Chi and Gursoy, 2009). At the same time, it is expected that the 
results are comes from an internal consistency or fit among the factors or dimensions that enable researchers to 
categorize the personality traits into the two-kind of job performance (Doty, et al., 1993). The results of the study 
and meta-analyses conducted by Vinchur, et al. (1998) showed that various big five personality dimensions are 
related to job performance. In servicing customer, several empirical studies have demonstrated the precedence that 
employees place on targets when compared to service quality. For example, Knights and McCabe (1998) found that 
employees, in a telephone banking call centre, sacrificed customer service to manage the stress associated with work 
intensity. 
The above discussion brings the organization to sit down and think what kind of personality traits that are 
actually influenced job performance thus enable company to create a happy customer who in turn will do a repeat 
purchase and become a lifetime loyal customer to the organization. Due to that, industry players are encouraged to 
determine the influence of its frontlines personal traits towards their job performance. More importantly, talented 
frontlines that correctly-hired by the organization may result in long-term increase in customer’s loyalty; this in turn 
leads to cost savings by reducing employees turnover. Indirectly, these effects improved bank’s profitability and 
market share.
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